The study addresses the challenge of employee performance (EP) at the four-star hotels in Jordan by focusing on how hotel-related factors influencing EP. Multiple regression was used to predict EP and explain the impact of five predictors that are organization culture (OC), organization structure (OS), manager attitude (MA), empowerment (EM), and training culture (TC). A correlation was used to compare the relationship between study variables. The results of multiple regression indicated that EM was the strongest predictor of EP followed by MA, and TC, whereas OS and OC found to not influence the EP. Overall interrelations among the independent variables showed a positive strong relationship and positively related to EP. Based on the study findings, several recommendations are offered. Finally, the implications for management are discussed.
Problem of the Study
Guests at the Jordanians' hotels may experience numerous challenges during their stay such as the language barriers, traveler's expectations and inaccurate/accurate information concerning the host culture. Besides, from the point of view of international tourists, the region where Jordan is located seen as a risky and unstable region in terms of safety and security (Khasawneh & Alfandi, 2019) . The literature review showed that the development of any organization is directly dependent upon the performance of the human element through work quantity, quality, as well as the speed of work achievement, which reflects on the overall performance in the organization (Alfandi, 2016a) . As such, it is essential to the success of the hotel industry in Jordan to provide a high level of service quality that could be ensured by a high level of its EP.
According to Assaf & Jossiassen (2016) , while most of the previous studies in the literature focused on comparing the international hotels' performance, only a few studies conducted to investigate the factors that influencing the hotel's EP. This holds true in the context of the Jordanian hotel sector. In addition, there is a lack of previous studies that combined the firm-related factors together to investigate the correlations between them as well as their influences on EP at the four-star hotels, particularly in Jordan. Hence, the present study tends to overcome this issue and provides insight and recommendations for the Jordanian hotels by the factors that are related to their hotels that influencing their EP.
Literature Review and Hypothesis Development

EP in Hotel Industry
In general, the concept of performance related to the outcomes and accomplishments achieved by organization, group or a single person (Rothwell et al., 2007) . The performance of an organization is the ability to compete in the market, the achievement of goals and meet customer's needs. On the other hand, individual performance refers to the people that are performing activities associated with work that is related to the organization's goals (Heck & Marcoulides, 1993) . EP is not only a matter of what employee achieves but also how they achieve it. EP in the hotel industry become more significant than any other industry as the hotel industry depends generally on their employees and it is a labor-intensive industry that relies heavily on human interaction or activities. That is because in the hotel industry the employees are having direct contact with the customers, and if they perform well, the customers will be pleased and satisfied. Managing EP in the hotel and tourism industry compared to other industries represents the most critical point of hotel management. Therefore, EP affects the productivity of the hotel, profits, market position, and sales, therefore, the success or failure of a hotel depends largely on the quality of services provided by the employees of the hotels.
EP could be seen and measured in different ways, for instance, Edgar & Geare (2005) consider four main elements to manage EP; these are the work to be performed, where to perform it, how to perform it, and the expected results of this performance. Others see EP as the amount of the physical or mental energy that the individual spends in a specific period in the work. While some focus on the quality and the number of given efforts, others refer to it as how the work duties are done. EP could be also measured by looking at the rates of performance, which is the process in which the evaluator increases the employee's productivity to determine the efficiency, the quality and the amount of the employee's work in a specific period (Uddin, Luva, & Hossain, 2013 ). In the current study, EP will be measured through the dimensions of the quantity of work, quality of work, speed of work achievement as was suggested by the previous work of Mathis & Jackson (2009) .
Organization Structure
Organizational structure (OS) refers to the arrangement of a task, interrelations of various departments and levels of authorities to achieve co-operation of efforts, a delegation of authority and effective communication along the scalar chain of command (Liao et al., 2011) . It was identified as a system used to define a hierarchy within an organization, which identifies each job, its function and where it reports to within the organization ( (Tran & Tian, 2013) . Researchers have sought to determine which OS brings the most advantages and they have suggested that OS should be responsive to positive or negative consequences for both organizations and individuals' performance (Conner & Douglas, 2005) .
OS is one of the most important factors that could influence EP in the hotel industry in either a positive or negative manner. In addition, the literature suggested that OS have considerable correlations with TC, leadership styles, organizational performance, innovation, employees' trust and job satisfaction, job involvement, and EP (Garg & Krishnan, 2003; Jiang, 2011; Ağar et al., 2012; Mehrabi et al., 2013 ). An OS that ensures a positive impact on the performance of the employee is the one that relies on management control, economic principles, cash flow, and efficiency. However, due to the several problems connected with employees that hotel industry facing, such as the lack of trained employee, high turnover intention, and reasonability, most of the hoteliers turn to the easiest solution by cutting costs intended to the payrolls, bonuses, or training and educations (Bakker & Schaufeli, 2008) . As such, it is essential to investigate the role that OS plays in influencing EP in the Jordanian hotel sector.
Training Culture
The literature review confirms several factors that could influence individual mechanisms. However, Elnaga & Imran, (2013) believe that those employees who receive effective training sessions are more able to perform well on their jobs. They demonstrate that training increase the quality of work and service delivery, which leads to achieving organizational goals and gaining competitive advantage. Alfandi, (2016b) investigated the training impact on the performance of employees in Jordanian travel and tourism institutions. The study confirmed that training had great impacts on the EP. Besides, tourism institutions in Jordan provide an adequate level of training to employees; however, it is not continuous. Another study by Badado, (2006) revealed that the unavailability of the scientific competences to perform training in the Jordanian tourism sector negatively affects EP. In the same line, Seamen & Eves, (2005) confirm the positive influence of training when delivered to hotel employees. They demonstrate that training has great and positive effects on employee behavior in general. Another study in the field of hospitality industry conducted by Griffin & Neal, (2000) indicated that training to perform safely in the workplace impacts individual safety. Finally, Garavan, (1997) provides evidence of the positive impact that social skills training can have on improving the quality of customer service within a hotel environment.
It is important to note that we discuss the culture of training inside the four-star hotels and not the influence of given training on EP. TC defined as the aggregate of meaning, values, practices, attitude, and behavior to invest in training and development so that organizational knowledge and skills could be enhanced (Gautam, 2018) . It is a set of meanings and values attributed to training in a specific organization (Polo, Cervai & Kantola, 2018) . It is the policies and formal learning environment that motivates all the people associated in the organization to create, share and transfer knowledge and experiences. Hofstede (1998) agreed that TC is an attribute of an organization established and measured toward individuals combined to the level of the organizational unit. As such, TC could be the only way to reduce the cost of hiring competent employees and reducing the cost of losing a competent employee. The fact is that most organizations are not realizing the importance of TC in their organizations to increase productivity. They believe that training could be costly to give, however, it saves time and costs in the long run and it gives back that it took (Kaynak, 2003; Baum & Devine, 2007) . It is organization investments that bring return on investment and supports the achievement of competitive advantage (Elnaga & Imran, 2013) , by providing employees with the required technical skills to carry out their work efficiently and effectively (Jabeen, 2011) , that should positively affect their performance at the workplace (Horng & Lin, 2013; Gana & Bababe, 2011) .
Organization Culture
Organizational culture (OC) is a set of shared values, beliefs and norms that influence the way employees think, feel and act in the workplace (Schein, 2011) . Early studies agreed that the level of well-managed, strong, and supportive OC is related to the level of performance of an organization through positive EP (Egan, Yang & Bartlett, 2004; Heck & Marcoulides, 1993) . Researchers claimed that OC is inherently connected to organizational practices and supporting values that create a positive impact on employees' attitudes and behaviors, which in turn positively influence their performance (Hellriegel & Slocum, 2009; Ferris et al., 1998) . In the context of the hotel sector in Jordan, a study by Alsheikh, et al., (2018) found that leadership style, organizational commitment, quality management practices (QMPs) and OC significantly affect various hotel processes as well as employees' performance. In the Swiss hotel industry, Tajeddini (2011) found that OC, besides other variables, positively influencing organization and EP and assisted in achieving long-term profitability. More recent studies recommended the examination of OS direct relationship with performance (e.g., Elnihewi, 2015; Wunderlich & Beck, 2017) .
A supportive OC motivate, shape and channeling the employee behaviors towards the fulfillment of corporate goals. On the other hand, a weak OC forcing employees to attain their goals (Daft, 2010) , that is because OC failed to fulfill the internal integration and coordination between the organization and its employees (Furnham & Gunter, 1993) .
Manager Attitude
Manager attitude (MA) is the manager's ability to influence subordinates to perform at their highest capability, which could be positive or negative (Mathis & Jackson, 2009) . A positive MA influences the satisfaction of employees (McNeese-Smith, 1997) and if the employees are stratified about their manger attitude, their job productivity will increase (Alfandi, 2016a) . In this regard, the theory of Leader-Member interaction developed to explain the two-way relationship between the manager and the employee. The theory suggests that a manager does not correspondingly treat all subordinates and focuses on mutual relations that every leader establishes (Cole, 2002) . Normally, managers have limited time and resources to interaction with the audience similarly (Zhang, Leng, & Xu, 2019) , hence, a high level of trust, respect, and compliance with obligations are the main determinants of the changing relationship and the reason to increase their performance (McNeese-Smith, 1997; Seamen & Eves, 2005) . The influence of positive or negative MA on their performances has been confirmed in the literature Seamen & Eves, 2005; Khan et al., 2014; Alfandi, 2020; Truckenbrodt, 2000; Pellegrini & Scandura, 2006; Liden & John, 1998; Scandura & Schriesheim, 1994; Liden & Graen, 1980; Klein & Kim, 1998) .
Empowerment
Generally, empowerment (EM) means to give power or to give authority. In the context of business management, EM is assigning decision making power to employees and making them responsible for the results (Kenneth, Wheeler, & Kacmar, 2009 ). Hence, EM is a managerial concept that gives employees sufficient freedom to make decisions in order to make them more motivated and committed to the organization (Somayyeh & Morteza, 2015) . Choong, Wong & Lau, (2011) agreed that EM is a motivational technique for building trust in organizations between managers and employees. Diverse scientific literature and practical examples demonstrate the importance of EM and its causal connection to EP by making stronger task commitment, higher levels of initiative in carrying out role responsibilities, positive values, more innovation and learning, higher job satisfaction and strengthened the OC (Thomas & Velthouse, 1990) . EM leads to the high performance of employees as they feel they are valued by their organization, thus, employees with EM will perform better than those working in centralized OS (Choong, Wong & Lau, 2011) . Therefore, based on the above reviews and arguments, the following research hypotheses are proposed: 
Methodology
Using a quantitative methodology, the current study intended to examine the impact of selected hotel-related factors on the EP at the four-star hotels in Jordan. The study used a convenient sampling method to distribute a close-ended, structured self-administered survey as a data collection technique. A set of five points Likert scales were used to measure pertinent constructs where (1) strongly disagrees and (5) strongly agrees). Initially, the developed scale of the present study contained 35 items. However, the scale went through the process of validity and reliability. First, the questionnaire measures have been adapted to Arabic by following the method of forward-backward translation from the lecturers. Also, all measures have been modified to fit the context of the study based on recommendations from tourism experts at Irbid National University (INU). Then, a pilot test was conducted on 21 students at the same university to assess how well each scale captured the construct that it was supposed to measure. Based on the Gronbach Alpha, the score ranged between 64% and 81% for 32 items of the questionnaire, which consider suitable according to the acceptable percentage presented by (Hair, Money, Samouel, & Page 2007) this is 60%. The other 3 items were removed from the analysis as their factor loading under the 0.60.
EP was conceptualized as the quantity of work, quality of work, and speed of work achievement. Thus, it was measured using nine (9) items adopted from Alfandi, (2020). Five variables consisting of (23) items have been employed to measure the hotel-related factors affecting the EP. More specifically, to measure TC, four items were adopted and modified from previous work of (Galanou & Priporas, 2009; and Polo, Cervai, & Kantola, 2018) . For MA, four items were adopted from Kalkavan & Katrinli, (2014) who previously adopted it from Hackman & Oldman, (1975) . The OC instruments that were used in this study are six items adopted from previous work by Al-Yahya, (2008) who previously adopted it from Glaser et al., (1987) . Glaser et al., (1987) provided four operational measures of OC grounded in both management and communication research: teamwork, climate-morale, involvement, and management supervision. Five items were adopted from Garg & Krishnan, (2003) to measure the OS. Finally, from a study by Somayyeh & Morteza, (2015) , four items were adopted to measure employee EM.
A descriptive-analytical approach of data analysis was applied through a field survey of the statistics community and then analyzing the collected data by (SPSS version 20) for testing the hypotheses through regression analysis. The various influencing hotel-related factors (OC, OS, MA, TC, and EM) were regressed as independent variables against the dependent variable of EP.
In terms of the study population, according to the Jordanian Ministry of Tourism and Antiquities (2019), there are 33 four-star hotels in Jordan, 24 of them located in the capital Amman. The number of employees working in hotels in Jordan reached 20500 employees. Approximately 12600 employees working in classified hotels (from one to five stars) located in Amman. Of the 12600 employees, around 2000 employees working in the four-star hotels that are located in Amman the capital of Jordan. As such, the study population that consists of employees working in the four-star hotels in Amman is around 2000 employees. In terms of sample size, Roscoe (1975) has mentioned that the most appropriate sample size of most researches is larger than 30 and smaller than 500. In the context of the tourism industry, Veal (2006) mentioned that the sample size of 10,000 populations equals 370 sample units. Based on this, and to choose a safe number of respondents, the sample size that was considered in this study is 160 respondents as we have about 2000 employees as the study population. The population of the study consists of employees working in four-star hotels located in Amman the capital of Jordan (24 four-star hotels found in Amman). The sample was chosen through a convenient sampling method and it consisted of full-time employees working in deferent departments in selected four-star hotels located in Amman. As for the respondents of the sample, they were 160 employees who received questionnaires. 146 questionnaires were returned, which forms 91% of the sample. Of these, 6 were found to be invalid, resulting in 140 valid surveys that finalized a response rate of 87%.
Data Analysis
Characteristics of the Study Sample
The population of the current study consists of employees at four-star hotels in Jordan. After data collection, more than 65% of the sample was males. About 80% of the study sample was those who have a Bachelor's degree and diploma. Around 63% of the sample has less than 5 years of experience in the hotels' sector, and only 6 % having more than 15 years of experience in the hotels' sector. In terms of position title, more than 64% of the sample was the executive's workers.
Descriptive Statistical Test of the Study Variables
The general arithmetic means of the sample perceptions towards their job performance at the Jordanian four-star hotels reached (3.7) which show a good percentage of employees' job performance. They believe that they create effective work relationships with others and they adapt easily to changing situations in addition to strive to meet deadlines at work. However, they are not assuming a sense of ownership and responsibility in the quality of personal performance.
In terms of the attitudes of the sample towards TC at Jordanian four-star hotels, the arithmetic means ranges from (2.4) in their least limit for the paragraph "The hotel provides yearly systematic training plan " to (4.2) in their highest limit for the paragraph "the hotel provide credit or priority to the trained employees". The general arithmetic mean was close to the neutral level with arithmetic mean reaching (3.0). Employees at the four-star hotel in Jordan believe that the hotel does not give a systematic training plan in a yearly way and training plans and programs of the hotel are not under continuous development. Still, they granted that the benefits from training they get by accomplishing their job tasks better and faster. Regarding the perception of MA at the Jordanian four-star hotels, the general arithmetic means reached (3.3) which show a quite good percentage of employees' satisfaction. They agreed that the positive attitude of their manager could influence their performance.
The arithmetic means of the attitudes of the sample towards the EM range from (1.8.) in their least limit for the paragraph "my manager considers my ideas when he disagrees with them" to (2.4) in their highest limit for the paragraph "my manager encourages me to express my ideas and suggestions".
Finally, regarding the perceptions of the study sample toward OS, the general mean reached (3.2) which consider medium level. Employees at the Jordanian four-star hotels approved that even their hotels determine formal relations and show the number of levels in the hierarchy and they define the span of the control of managers, however, their hotel structure did not determine the position of people as working in group in a unit and it divides the units in the entire organization.
Correlation Analysis
In order to answer the third research question which is (What are the correlations between the hotel-related factors and the EP?) and to obtain understanding of the relationship between the study variables, correlations, standard deviations and means have been computed, related with EP, OS, OC, EM, TC, and MA. Generally, the correlation is significant when the value is less than 0.05. The table below illustrated the relations. As seen in the table above, the results showed that all variables in the research model are significantly correlated. Correlation analysis results revealed that a strong correlation has been found between EM and EP (r =0.71, p<0.01) followed by strong correlations between the TC and OC with EP with the correlations of (r = 0.68, p<0.01) and (r = 0.64, p<0.01) respectively. On the other hand, a moderate relationship between MA with EP has been found with the correlations of (0.32, p<0.01). However, a low correlation has been found between OS and EP with the correlation of (0.22, p<0.01).
Hypotheses Testing
The multiple regressions were used to test the hypotheses of the study as there is more than one independent variable (EM, OS, OC, TC, and MA) affecting the dependent variable (the EP). To interruption, the regression analysis result, the Standardized Coefficient Beta and R square are used. If R square calculated value was higher than its tabulated value that provides evidence whether to support the hypotheses stated earlier. From the first run of the regression analysis, the casewise diagnostics indicate that observation numbers 17 and 113 found to be outliers and hence deleted in the next regression run. As can be seen in the table above, the value of calculated F is higher than tabulated F value at the confidence level (α≤ 0.05), and the value of the statistical significance level is (0.000) which is less than the value of the confidence level (α≤ 0.05). The F-statistic (F= 19.9051, p< .01) indicates that the relationship between independent and dependent variables is significant. The R square obtained indicates that the independent factors account for 31 % of the variation in the EP.
Regarding the first research question, which is (What are the hotel-related factors that influence EP at the four-star hotel sector in Jordan?), the result revealed that three out of five independent variables found to have a significant effect on EP. These are EM, MA, and TC. Consequently, it is fair to say the following hypotheses are accepted (H2, H4, and H5). Nonetheless, the result showed that OC and OS do not influence EP. As such, the hypotheses (H1 and H3) are rejected.
The beta values were used in order to answer the second research question that is (Which hotel-related factors factor has the greatest influence on the EP?). Based on the size of beta values, the predictors' variables exercising the most influence on EP were EM (β= .22), followed by MA (β=14) and finally TC (β= .7).
Conclusion
EP is thought to be one of the most significant factors influencing the success of the hotels' sector in the nowadays-competitive market. This study aimed to investigate the correlation between five hotel-related factors and EP. More specifically, the five factors that have been examined are (OC, OS, TC, EM, and MA). The findings showed that all five hotel-related factors are significantly correlated with EP, and the strongest correlations were between EM and TC with EP respectively. Further, the five investigated factors are not only correlating with EP but also affect each other indirectly. Also, this study examined the influence of the five hotel-related factors that could influence the EP at the four-star hotels in Jordan. The findings revealed that EM has the greatest influence on EP followed by MA and TC respectively. Duvall, (1999) agreed that employee and organization accomplishments are a consequence of EM. This study proved that EM affects EP as they feel they are valued by their organization. MA found to have an effect on EP at Jordanian travel and tourism institutions. Alfandi, (2020) agreed that MA helped employees to become more effective in carrying out of their duties to improve performance through the increasing level of individual competences. The same result confirmed by several previous studies that found that MA will lead to a high level of EP through, trust, confidence to their employee, and unbiased behavior toward their employees (Seamen & Eves, 2005; Khan et al., 2014; Alfandi, 2016a) . Through this study, the researcher emphasizes the strong relationship between TC and EP. Training is a non-financial motivator to reward employees to help them to perform better and participate more in their works. TC could be seen as a successful technique for superior EP to provide a high-quality service for the tourists which becomes a very important determinant for enhancing the hotel's competitive advantage in the market. The findings also showed that there was no significant influence of OC and OS on EP. This could be because the impact will occur if mediated by employee behavior as stated by (Syauta, 2012; Ghani, 2006; Rousseau, 1990) .
Recommendations and Limitations
Counting upon the study results, we exhibit here the most important recommendations for the four-star hotels.
The current study provides a better understanding for hotel managers regarding hotel-related factors in order to foster EP. We agreed here that some of the hotel-related factors resulting in a higher level of job performance.
Four-star hotel managers should keep on giving pieces of training to their employees and pay more attention to the training program and put it into force. Training culture inside the hotels found to have several advantages as they found to improve the employees' abilities and skills. Employees' satisfaction with their manager attitude is not less important than previous factors. Therefore, hotel managers should pay attention to create satisfied employees through different techniques in order to generate effective and efficient employees at their hotels. Giving power to the employees at the four-star hotel (EM) found to have the greatest effect on employee performance. As such it highly recommended empowering the subordinates to get the desired results like high EP specifically inside the hotel sector where giving information about facts and authority to the subordinate enhances the employee and hotel effectiveness.
Due to the small sample size, this study failed to generalize the findings to the whole hotel industry in Jordan. Besides, the current study is limited to the four-star hotels' sector in Jordan that are located in the capital Amman and not all four stars hotels in Jordan. Besides that, there are few limitations of the study that worth to be addressed. With the increase in the number of respondents, more advanced statistical analyses can be carried out to confirm the proposed research model. Furthermore, it is interesting to compare the findings between four-star hotels in different states as different environmental factors may have influences on EP too. In addition, it is also interesting to compare the findings between four-star hotels and other categorized hotels such as five or three stars hotels in Jordan. This study did not consider detailed characteristics of hotels as different types of the hotel (such as international chain, independently owned, local chain) might have a significant influence on EP too. Hence, considering this gap by comparing the findings in different types of hotels may an interesting insight for future studies. Finally, yet importantly, this study focused only on the hotel-related factors and failed into taking consideration of other related factors such as employee-related factors and job-related factors. By taken into consideration all aforementioned variables may provide a more holistic picture of the study of EP, which is worth to be considered in future studies. As for the period of the study, it is noteworthy that the study was conducted in 2019.
